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Unitil/Fitchburg Gas and Electric Light Company 
 Low Income Discount Outreach and Eligibility Verification 

December 19, 2001 
 

 
Introduction 
 
FG&E customers who are 175% or below the poverty level are entitled to receive a discounted 
rate on gas and/or electric service.  To assure that the maximum number of qualifying customers 
participate, Unitil/Fitchburg Gas and Electric Light Company has developed and implemented an 
outreach and eligibility plan.  
 
Outreach 
 
The company’s audience is FG&E customers with incomes at or below 175% of the poverty level. 
FG&E’s outreach communications describe the low-Income discount rate program and provide a 
check- list of qualifications.  Those who qualify will be directed to contact the Company’s 
customer service department to apply.  
 
FG&E uses a targeted, direct marketing and public relations approach aimed at its new and 
current customers. This is an on-going effort with consistent messaging for the duration of the 
program.  
 
Below are the methods used to reach the target audience: welcome kits, bill inserts, customer 
service training, media, agency collaboration, school lunch program, targeted customer notice, 
customer education and outreach, and other collateral. 
 
• Description of each specific guideline and compliance activities. 
 

Welcome Kits:  
 
FG&E communicates with new customers who may qualify for the discounted rate via our 
welcome kit fulfillment program.  After a customer has initiated new service, FG&E mails 
a welcome kit to the customer.  The kit includes a welcome letter signed by the Customer 
Service Manager, low-Income discount rate information, summary of rates, bill 
explanation, and energy conservation tips. 
 
Bill Inserts: 

 
Quarterly, the Company prints an article in the customer newsletter on the Low-Income 
discount rate program. This reaches approximately 31,000 FG&E electric and gas 
customers.  

 
The newsletter also publishes articles on our Budget Billing Program, Energy Efficiency 
Program and how to contribute and apply for the Good Neighbor Energy Fund. The Good 
Neighbor Energy Fund envelopes are mailed to all customers twice each year. This fund 
provides financial assistance to those who do not qualify for other fuel assistance 
programs.  FG&E also has a monthly column on Energy Saving Tips.  Customer surveys 
indicate positive response to these articles.   
 
Customer Service Training: 

 
All FG&E customer service personnel are fully trained on the Company’s Low-Income 
discount rate program.  This occurs as part of the 4-week formal training program for all 
customer service personnel.  Reference materials are provided and regularly updated.  A 
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review training session on the Low-Income discount rate program is held as needed, at a 
minimum twice each year. 
 

• FG&E customer service personnel participated in low income Energy Efficiency 
training sessions held on April 26th and August 9th. 

 
Media: 
 
Beginning in December 2000 and continuing through January 2001, FG&E ran several 
newspaper ads and radio spots with information concerning energy prices, energy saving 
tips, and low income programs.   
 

Media Dec 5-7 (TWT) Dec 18-20 (MTW) Jan 3-5 (WTF) 
WEIM 3 radio spots once 

each day 
3 radio spots once 
each day 

3 radio spots once 
each day 

Fitchburg 
Sentinel  

#1 – Tues 
#2 – Wed 
#3 – Thurs  

#1 – Mon 
#2 – Tues 
#3 – Wed 

#1 – Wed 
#2 – Thurs 
#3 – Fri 

Worcester 
Telegram & 
Gazette  

#1 – Tues 
#2 – Wed 
#3 – Thurs 

#1 – Mon 
#2 – Tues 
#3 – Wed 

#1 – Wed 
#2 – Thurs 
#3 – Fri 

 
 
Agency Collaboration:  
 
FG&E collaborates with welfare agencies to reach customers who are eligible for the 
Low-Income discount rate program.  This includes providing point of purchase material 
for agency client education and meeting with agencies and providing fact sheets and 
applications. Point of purchase materials are available at our walk-in payment center in 
Fitchburg, city hall, senior centers, and public libraries. 

 
The agencies we work with include: 

 
• Department of Education (school lunch program) 
• Department of Transitional Assistance /Dept. of Social Services 
• Department of Housing and Community Development  
• Social Security Office  
• New England Farm Workers Council – Fuel Assistance 
• Catholic Charities 
• Lipton Center in Fitchburg 
• Salvation Army 
• MOC  
• United Way 

 
 
School Lunch Program: 
 
In the fall of 2001, FG&E contacted local schools and provided a release form that is 
signed by the parent or guardian giving the school permission to release information to 
FG&E.  Gardner and Fitchburg School Districts both responded positively to this idea. To 
date, only the Gardner School District actually distributed and returned the signed forms. 
Approximately 44 customers in the Gardner area received the Discount Rate as a result 
of this effort. Follow- up telephone calls were initiated to each customer to explain that 
fuel assistance may also be available and provided telephone numbers to apply. We plan 
to expand this program in the fall of 2002. 
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Customer Education & Outreach: 
 
In 2001, FG&E initiated outreach seminars with community organizations that were 
advertised  in local newspapers. FG&E invited representatives from New England Farm 
Workers (fuel assistance), Salvation Army, and MOC, to conduct and provide customer 
education and share information on discounted rates, fuel assistance, energy efficiency 
programs, bill explanations, and other services offered by the Company and agencies.  
Customers were able to ask questions, complete applications, schedule appointments 
with Fuel Assistance and enroll in the different programs immediately following the 
presentations. The following seminars were completed in 2001: 
 

• 02/20/01 Fitchburg Senior Center 
• 03/16/01    Gardner Library  
• 04/23/01   FG&E – Spanish Event 
• 10/10/01  Fitchburg Senior Center 
• 10/15/01 Townsend Senior Center  
• 11/07/01 Lunenburg Senior Center 
• 12/06/01 Ashby American Legion 

 
 
Targeted Customer Notice: 
 
During the winter moratorium months, FG&E sends information to all residential 
customers who may be having difficulty paying their bills.  The information includes a list 
of social service agencies and telephone numbers in additional to text urging the 
customer to call us for assistance and/or set up a payment arrangement.  
 
 
Other Collateral: 
 
FG&E distribute a brochure/application on the Low-Income discount rate program.  This 
brochure is displayed at the Company's walk in payment center in Fitchburg.  
 
For customers with a protected status of elderly, medical, or infant, FG&E implemented a 
program beginning in the first quarter of 2001 on a biannual basis.  Written and telephone 
communications provided social service information, payment plan options and discount 
rate information.  

 
 
 
• Explanation of eligibility verification methods employed 
 
 

Newly Qualifying Customers: 
 
FG&E collaborates with agencies to verify the eligibility of customers for the discounted 
rates. the application is submitted and then reviewed by the Company. If the customer 
has not included sufficient documentation to verify their eligibility for the rate, the 
customer is contacted and additional supporting documentation is requested. After 
receiving the appropriate verification either from an agency or the customer, FG&E will 
approve the application.  
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Customers who qualify for fuel assistance and meet income eligibility of 175% of poverty 
or less, qualify for the school lunch program, or live in subsidized housing, do not need to 
complete a separate FG&E discount rate application.   
 
Current Discount Customers:  
 
Customers who currently receive the Low-Income electric and/or gas discounted rate will 
be re-certified by the utilities and the agencies.  The process is: 
 
Customers are re-certified for the discount rate once per year.  The customers are 
notified by mail in advance of any change from the discount rate to the regular rate.  The 
letter informs the customer that their eligibility for the discount rate will expire one month 
from the date specified and provides the customer with sufficient instructions and the 
opportunity to complete another application to be returned to the Company.    

 
 

• Number of discount rate customers for the years 1999, 2000, and 2001 
 
 
 

1999 2000 2001 

Enrolled – Gas and Electric  
2604 

See detailed 
monthly report 

below 

See detailed 
monthly report 

below 
Customers Receiving Fuel 
Assistance Approximately  

 
N/A 

 
1380 * 

 
1740* 

 
• Provided by New England Farmworkers – Fuel Assistance  

 
Low Income Customers 2000: 

Month Electric Service Gas Service  Total 
January 969 1037 2006 
February 1427 1043 2470 
March 1462 1092 2554 
April 1597 1174 2771 
May 1642 1204 2846 
June 1643 1207 2850 
July 1598 1163 2761 
August 1595 1146 2741 
September 1550 1115 2665 
October 1526 1094 2620 
November 1398 1003 2401 
December 1442 1033 2475 
 
 
Low Income Customers 2001: 

Month Electric Service Gas Service  Total 2001 Total 2000 +/- 2001 
January 1493 1070 2563 2006 557 
February 1669 1063 2732 2470 262 
March 1727 1095 2822 2554 268 
April 1873 1253 3126 2771 355 
May 2038 1401 3439 2846 593 
June 2071 1438 3509 2850 659 
July 2062 1418 3480 2761 719 
August 2024 1383 3407 2741 666 
September 1989 1363 3352 2665 687 
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October 1676 1268 2944 2620 324 
November 1826 1259 3085 2401 684 
December Not available until Jan 3rd. Not available until Jan 3rd. Not available until Jan. 

3rd. 2475 N/A 
 
 
• A discussion of how successful the outreach efforts have been 

including information on barriers faced in implementing these 
guidelines and programs: 
 
In the Gardner area the school lunch program proved to be successful. We are still working 
with the Fitchburg School District on the status of the forms that were delivered in September 
and are unsure at this point of the status.  Other school districts were contacted, but either 
did not respond or were concerned with confidentiality.  

 
Unitil’s additional outreach efforts in 2001, welcome package implemented, targeted 
customer notice, and customer education/outreach, have increased the number of low-
Income discounted rate customers 28%. We will continue these efforts in 2002 in an attempt 
to reach additional families that may qualify for the rate. 
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Programas Eléctricos Residenciales Del Rendimiento energético De 
Fitchburg Gas & Light Eléctrica Company 
 
Estos programas se diseñan para ayudar a clientes a utilizar 
electricidad más eficientemente -- mientras que reducen cuentas 
mensuales de la energía y realzan la comodidad y la conveniencia de 
su hogar  Estos programas también ayudan al cliente a hacer opciones informadas 
del producto proporcionando a la información en la consumo de 
energía de los aparatos electrodomésticos así como la información 
sobre productos de la nueva, alta eficacia y tecnologías  Las 
rebajas están disponibles para cubrir muchos de los costes de los 
productos y de los servicios recomendados. 
 
 
�  Programa Residencial De la Eficacia:  Diseñado para los 
clientes con los hogares eléctricamente calentados o con las cuentas 
eléctricas que hacen un promedio de $75 o de más un mes, FG&e 
proporciona a una encuesta sobre la aplicación del en-hogar, a la 
instalación de la iluminación de la eficacia alta y de las bases de 
la iluminación, a un conjunto de la agua caliente, a air-sealing, a 
weather-stripping y al aislante del ático y de la pared  Los 
refrigeradores de la ENERGÍA STAR™ están también disponibles. 
Preguntas?  llamada (800) 639-6060. 
 
 
�  Programa Eléctrico De ingreso bajo De la Eficacia:  Para 
ayudar a clientes renta-elegibles a reducir su consumo de energía y 
cuentas eléctricas mensuales, FG&e ofrece un programa comprensivo del 
rendimiento energético diseñado para salvar energía mientras que 
aumenta la comodidad de su hogar!  Ofrecemos los mismos servicios que 
bajo nuestro programa residencial de la eficacia - todo en ningún 
coste a los clientes elegibles!!  Preguntas?  llamada (978) 342-7025 
 
 
�  Catálogo Residencial De la Iluminación:  La iluminación 
es una de la manera más fácil de salvar energía mientras que hace 
su parte para ayudar al ambiente  El catálogo de la iluminación de 
FG&E ofrece la iluminación de la ENERGÍA STAR™ de la eficacia alta y 
bases atractivas de la iluminación en los precios comprables. 
También ofrecemos rebajas en los productos seleccionados comprados en 
los distribuidores al por menor el participar.  Preguntas?  llamada 
(800) 473-9150 u orden en línea en www.energyguide.com. 
 
�  Servicio De la Conservación De Energía ("Ecs"):  Los ECS 
proporcionan a una asistencia técnica de la intervención y de la 
carta recordativa de la energía del en-hogar de los " 
todo-combustibles " para los proyectos recomendados del rendimiento 
energético  El servicio, disponible para todos los clientes 
residenciales de FG&E, proporciona a un informe escrito de resultados, 
de la información en medidas rentables del rendimiento energético, y 
de la demostración de los materiales baratos del ahorro de la 
energía.  Preguntas?  llamada (800) 632-8300. 
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�  TumbleWash® y programa de la aplicación de la ENERGÍA 
STAR™:  Los productos que llevan la escritura de la etiqueta de la 
ENERGÍA STAR™ utilizan menos energía que la mayoría de las otras 
aplicaciones y guías de consulta importantes de la eficacia de la 
reunión fijadas por el Ministerio de Energía  Busque la escritura 
de la etiqueta de la ENERGÍA STAR™ al comprar su aplicación 
importante siguiente.  También, controle fuera de otros programas del 
rendimiento energético de FG&E para las ofertas de rebajas en 
productos seleccionados de la ENERGÍA STAR™.  Preguntas?  llamada 
(800) 886-2539. 
 
� Programa de los hogares de la ENERGÍA STAR™ (nueva construcción 
residencial):  El programa de los hogares de la ENERGÍA STAR™ es 
parte de un esfuerzo nacional del rendimiento energético patrocinado 
por el Ministerio de Energía y agencia de protección del medio 
ambiente  Este programa ayuda a nuevos constructores y compradores 
caseros a diseñar y a construir los hogares que utilizan por lo menos 
el 30% menos energía que los hogares construidos a los códigos 
estándares.  Además de promover prácticas conscientes del edificio 
de la energía, las rebajas se ofrecen para la instalación de la 
iluminación cualificada y de las aplicaciones de la ENERGÍA STAR™. 
Preguntas?  llamada (800) 628-8413. 
 
 
 
 
 
 
Programas Residenciales Del Rendimiento energético Del Gas 
De Fitchburg Gas & Light Eléctrica Company 
 
�  Programa De ingreso bajo Residencial Del Rendimiento 
energético Del Gas:  Para ayudar a clientes renta-elegibles del gas a 
reducir su consumo de energía y cuenta mensual del gas, FG&e ofrece 
un programa comprensivo del rendimiento energético diseñado para 
salvar energía mientras que aumenta la comodidad de su hogar  Los 
servicios incluyen el aislante y el resistir-lacre, así como una 
evaluación y un ajuste -- toda del sistema de calefacción en ningún 
coste a los clientes elegibles!!  Los clientes cualificados pueden ser 
elegibles recibir hasta $1500 hacia compra y la instalación de un 
sistema aprobado.  Preguntas?  Llamada (978) 342-7025. 
 
 
�  Programa Residencial De la Calefacción Del Gas De la 
Eficacia Alta:  Diseñado para los clientes con los sistemas de 
calefacción del gas, FG&e contribuirá $400 a un horno del gas de 
Star2O de la energía, a un reemplazo de la caldera o de la caldera de 
vapor o a una nueva instalación  Los clientes de ingreso bajo 
calificativos pueden ser elegibles recibir hasta $1500 hacia compra y 
la instalación de un sistema aprobado.  Preguntas?  Llamada (800) 
232-0672 o E-mail gasnetworks@honeywell.com 
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Comments on 

Massachusetts Low Income Programs 
Energy Reporting and Software Tool 

September 6, 2001 
 
 
Summary of proposal review 
 
Conservation Service Group, Honeywell DMC and South Middlesex Opportunity 
Council have responded with submittals to Massachussetts Low Income 
Software RFP.  All These three firms all have substantial experience in the 
delivery of residential and/or low-income energy efficiency delivery services. 
They have developed These audit and program management tools have been 
developed  to support theirthe delivery of  energy services. delivery. These tools 
are being offered to the LEAN network, to standardize delivery of low-income 
energy efficiency programs in Massachusetts. 
 
Conservation Services Group (CSG) has proposed using its Home Check audit 
tool and Fast Track management software. The Fast Track/Home Check system 
is a highly centralized data management system coupled with a residential audit 
tool. The primary advantage of this centralized approach is that it avoids potential 
problems with updating software and data in the field, by operating over the 
internet from a central database.  
The primary weakness of this type of system is its high level of centralization. 
This has the potential to restrict access to the system from user or local provider 
locations, where internet access may not be easily available, and can inhibit the 
flexibility of adding new customers “on the fly” in the field. This is particularly true 
in a situation like LEAN, where the various agencies and auditors can have 
different platforms and reporting linkages. CSG has said they could offer an “un-
tethered” option for these cases, which would make the connection similar to that 
proposed by the other vendors.  
An additional concern with the CSG software is the propriatary management of 
database and reporting structures.  This mechanism prohibits software users 
from directly building and generating reports that are an essential task in the 
management of this statewide Low Income energy efficiency program. 
From the standpoint of the supporting utilities, access to reports, invoices, and 
other program data in standard and non-standard report formats is a necessary 
task to effective program management.  would be important. The centralized 
database and Oracle-based system could complicate access to non-standard 
data. Utilities will either have to become trained users of the centralized system, 
or rely on reports created by CSG staff based on utility request, at some added 
cost.are also concerned about the additional reporting costs, projected cost to 
implement software changes and the lack of direct access to program data and 
specialized training required by the CSG software. 
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Honeywell DMC (DMC) has proposed using its BBCS data management 
software and Encompass audit tool. BBCS is a proprietary, Oracle-based system 
that provides for upload/download of data and reports from the lead agency to 
offices and auditors. Encompass is a highly table-driven general residential audit 
tool, that resides with the auditor in the field. This audit would require some 
customization for the low-income program. If this option were adopted, the Caps 
will need to work with the vendor to customize the analysis and reports to the 
market. The utilities would want to work closely with the vendor to develop a 
series of standard and non-standard reports that provide all the information the 
utilities may need for cost effectiveness calculation, and program and measure 
analysis. The proprietary database would necessitate reliance on DMC staff to 
generate special reports. 
 
South Middlesex Opportunity Council (SMOC) has proposed using its Energy 
Reporting System (ERS). This system was developed by SMOC specifically for 
the delivery of low-income programs in Massachusetts. It is Access-based, with 
modules for appliance audits, weatherization audits, multi family homes and new 
construction. The SMOC software structure is flexible and multilingual, so that 
additional modules may be added in the future to adjust for changes in program 
design. The audit software resides with the auditor in the field. Data and reports 
are uploaded/downloaded from offices and the lead agency. Since the program 
was written specifically for the low-income application, the software is more 
functional customization requirements will be lower than the other options and 
customization requirements are expected to be minimal. An Access-based 
system will potentially makeimprove data access and improve data import and 
export. to and export of data for non-standard reporting easier.   On the other 
hand, data security with the Access system will need to be addressed.   Data 
security will need to be addressed and added to the SMOC proposal due to the 
characteristics of Microsoft Access. The program can support a multi-lingual 
capability.  
Finally, while not as well packaged as the other options, this proposal comes at a 
substantial price advantage ($200,000) over the other two. A portion of this price 
difference could be used to address some of the issues raised below. One 
specific drawback that must be addressed is the level of IS support available at 
SMOC. The small size of the SMOC IS team will require that arrangements for 
back-up be made. 
 
All three proposers appear ready to provide the training required, including the 
train-the trainer sessions for at least one staff member per agency. Honeywell 
DMC states that they expect all trainees to come computer literate and (as 
needed) audit literate.  
 
Based on review of the information to data, The preferred choice would be 
SMOC-ERS, provided satisfactory resolution of the issues discussed below can 
be reached. 
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Issues to be addressed 
The utilities should consider requesting several enhancements be added to the 
SMOC-ERS system. There appears to be some room in the price proposal to 
negotiate for enhancements, and the substantial price advantage allows room for 
some additional expenditures. 
 
Among the items that should be considered are: 
 Providing electronic, internet-based upload and download of data and reports, 

as an alternative to a disk-based approach. 
 Providing a common utility report format and content, to simplify reporting 
 Providing for a comprehensive utility data dump or access to the central 

database for special analyses. The utilities will want access to analyze this 
data for cost effectiveness analysis, regulatory reporting, and for input into 
program planning and design.  The use of Access should be helpful here. 
 Requesting context sensitive help on screen (such as mouse over pop ups) in 

addition to the hard copy documentation. 
 Adding a marketing and scheduling component to SMOC-ERS, to permit 

better scheduling of appointments. 
 Expanding the multi-language capability of the program, based on the 

particular ethnic needs of various communities. This should be defined by the 
CAP’s delivering the services 
 Re-design of the customer report format to increase emphasis on lifestyle 

changes and consumer education.  
 SMOC has offered a hotline (1-800#) for user problems and questions. This 

should be a contract requirement. 
 The utilities should require that all invoicing be provided electronically in Word 

(or similar), with sufficient data in Excel (or similar) to permit bill verification. 
 The utilities should explore adding a HERS capability to the audit tool. 
 SMOC should provide details of the information security measures for its 

access database.     
 The contract should include specified minimum levels of available IS support, 

and a clause that grants a perpetual license to the network, and access to the 
software code, should SMOC fail to provide adequate support. 
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